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Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh harapan 
usaha, harapan kinerja, efikasi diri dan kepercayaan yang dimediasi oleh kepuasan 
pelanggan terhadap niat pembelian ulang melalui aplikasi Tokopedia di Surabaya. 
Peneliti ini adalah penelitian kuantitatif yang menggunakan kuisioner sebagai 
sumber data. Sampel pada penelitian ini sebanyak 100 responden yang memiliki 
Tokopedia dan pernah minimal sekali bertransaksi di Tokopedia. Teknik analisa 
data menggunakan analisis partial least square dengan program Warp-PLS versi 
6.0. Hasil penelitian memperlihatkan bahwa harapan usaha berpengaruh tidak 
signifikan terhadap niat pembelian ulang yang dimediasi kepuasan pelanggan. 
Harapan kinerja berpengaruh signifikan positif terhadap niat pembelian ulang dan 
menjadi mediasi penuh kepuasan pelanggan . Efikasi diri berpengaruh positif 
signifikan dan hampir tidak ada mediasi oleh kepuasan pelanggan. Kepercayaan 
berpengaruh positif signifikan dan hampir tidak ada mediasi oleh kepuasan 




Kata Kunci : Harapan Usaha, Harapan Kinerja, Efikasi Diri, Kepercayaan,   
Kepuasan Pelanggan, Niat Pembelian Ulang.  
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THE EFFECT OF BUSINESS HOPE, PERFORMANCE HOPE, SELF-
EFFICACY AND TRUST IN MEDIATION BY CUSTOMER 
SATISFACTION ON REPEATING PURPOSE 







This study aims to determine and analyze the influence of business expectations, 
performance expectations, self-efficacy and trust mediated by customer 
satisfaction with the intention to repurchase through the Tokopedia application in 
Surabaya. This researcher is a quantitative study that uses questionnaires as data 
sources. The sample in this study were 100 respondents who had Tokopedia and 
had at least once traded in Tokopedia. Data analysis technique uses partial least 
square analysis with Warp-PLS version 6.0. The results showed that business 
expectations had no significant effect on repurchase intention mediated by 
customer satisfaction. Performance expectations have a significant positive effect 
on repurchase intention and become a full mediation of customer satisfaction. 
Self-efficacy has a significant positive effect and there is almost no mediation by 
customer satisfaction. Trust has a significant positive effect and there is almost no 
mediation by customer satisfaction. Customer satisfaction has a significant 
positive effect on repurchase intention. 
 
 
Keywords:  Effort Expectancy, Performance Expectancy, Self-Efficacy, Trust, 
Customer Satisfaction, Repurchase Intention. 
 
